Community and Culture Incidents Report
3/1/2010 to 3/31/2010 as of 4/1/2010

|Community and Culture I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

GroupWise 0 0

High Low Medium Total
Application None None 0 1
0 0
Total 0 1
0 0
Reporting None 0 1
0 0
Total 0 1
0 0
Total 0 2
0 0
PC/Laptop Hardware None 0 1
0 0
0 1
0 0
0 1
0 0
0 3
0 0
_No Tier 2 None Novell 0 1
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High

Low

Medium

Total

Network Total 3 3
2 2

PC/Laptop Hardware None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

11 12

9 9

_No Tier 2 None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Application Error Adobe 1 1
Contribute 0 0

None 0 1

0 1

Novell 1 1

GroupWise 0 0

Novell 1 1

Messenger 0 0

Total 3 4

0 1

None None 6 6

5 5

Total 6 6

5 5

Password Novell 1 1

GroupWise 0 0




High Low Medium Total
Application Password Total 1 0 1
0 0 0
Reporting Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Total 11 1 12
5 1 6
Network Error Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Incident None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Performance None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 3 0 3
0 0 0
PC/Laptop Hardware None 2 0 2
0 0 0
Total 2 0 2
0 0 0
None None 1 1 2
1 0 1
Total 1 1 2
1 0 1
Performance None 1 0 1
0 0 0




High Low Medium Total
PC/Laptop Performance Total 1 1
0 0
Total 4 5
1 1
19 21
6 7
Network Password Novell Client 2 2
for 32-bit 1 1
Total 2 2
1 1
Total 2 2
1 1
2 2
1 1
_No Tier 2 None Microsoft 1 1
Windows XP 0 0
None 1 1
0 0
Total 2 2
0 0
Total 2 2
0 0
Application Error Microsoft 2 2
Windows XP 0 0
None 1 1
0 0
Total 3 3
0 0
None None 3 3
1 1
Total 3 3
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Application

Password

Reporting

Total

Network

Error

Performance

Total

PC/Laptop

Error

Hardware

Citrix Secure 0
Access 0
Total 0
0
Microsoft Office 0
0
Windows 0
Media Player 0
Total 0
0
0
0
None 0
0
Novell Client 0
for 32-bit 0
Total 0
0
None 0
0
Total 0
0
0
0
Microsoft 0
Windows XP 0
None 1
0
Total 1
0
None 0




High

Low

Medium

Total

PC/Laptop Hardware Total 4 4
0 0

None Microsoft 2 2

Windows XP 0 0

Total 2 2

0 0

Total 9 10

1 1

Print/Copy/Sca Incident None 3 3
n/Fax 1 1
Total 3 3

1 1

Paper Jam None 1 1

0 0

Total 1 1

0 0

Total 4 4

1 1

27 28

5 5

Application Error None 1 1
0 0

Total 1 1

0 0

Reporting None 1 1

0 0

Total 1 1

0 0

Total 2 2

0 0

Network Error None 1 1
0 0
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High

Low

Medium

Total

PC/Laptop Total 0 3 0 3
0 0 0 0

Print/Copy/Sca Incident Library Digital 0 1 0 1
n/Fax Recording 0 0 0 0
Total 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

Hardware 0 1 0 1

0 0 0 0

0 1 0 1

0 0 0 0

0 1 0 1

0 0 0 0

0 6 0 6

0 0 0 0

Telecom Feature 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Voice Mail 2

0

2

0

3

0

3

0
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22




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

®

Bottom Number - Missed Inital Respons

High Low Medium Total
Application None None 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Reporting None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 1 0 1
PC/Laptop Hardware None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
0 3 0 3
0 1 0 1
_No Tier 2 None Novell 0 1 0 1
GroupWise 0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
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Password

PGP
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Reporting

Microsoft Word
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Novell Client
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Total

Password

None

Total
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None

Total
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High

Low

Medium

Total

PC/Laptop Hardware Total 1 0 1
0 0 0

Total 1 0 1
0 0 0

11 0 12

0 0 0

_No Tier 2 None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1
0 0 0

Application Error Adobe 1 0 1
Contribute 0 0 0

None 0 1 1

0 0 0

Novell 1 0 1

GroupWise 0 0 0

Novell 1 0 1

Messenger 0 0 0

Total 3 1 4

0 0 0

None None 6 0 6
0 0 0

Total 6 0 6

0 0 0

Password Novell 1 0 1
GroupWise 0 0 0

Total 1 0 1

0 0 0

Reporting Novell 1 0 1
GroupWise 1 0 1




High

Low

Medium

Total

Application Reporting Total 1 1
1 1

Total 11 12
1 1

Network Error Novell Client 1 1
for 32-bit 0 0

Total 1 1

0 0

Incident None 1 1
0 0

Total 1 1

0 0

Performance None 1 1
0 0

Total 1 1

0 0

Total 3 3
0 0

PC/Laptop Hardware None 2 2
0 0

Total 2 2

0 0

None None 1 2
0 0

Total 1 2

0 0

Performance None 1 1
1 1

Total 1 1

1 1

Total 4 5




High Low Medium Total
0 19 2 21
0 2 0 2
Network Password Novell Client 0 2 0 2
for 32-bit 0 0 0 0
Total 0 2 0 2
0 0 0 0
Total 0 2 0 2
0 0 0 0
0 2 0 2
0 0 0 0
_No Tier 2 None Microsoft 0 1 0 1
Windows XP 0 0 0 0
None 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 0 0 0
Total 0 2 0 2
0 0 0 0
Application Error Microsoft 0 2 0 2
Windows XP 0 0 0 0
None 0 1 0 1
0 0 0 0
Total 0 3 0 3
0 0 0 0
None None 0 3 0 3
0 0 0 0
Total 0 3 0 3
0 0 0 0
Password Citrix Secure 0 1 0 1
Access 0 0 0 0
Total 0 1 0 1
0 0 0 0




High Low Medium Total
Application Reporting Microsoft Office 1 0 1
0 0 0
Windows 1 0 1
Media Player 1 0 1
Total 2 0 2
1 0 1
Total 9 0 9
1 0 1
Network Error None 1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 1 0 1
Total 2 0 2
1 0 1
Performance None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 3 0 3
1 0 1
PC/Laptop Error Microsoft 1 0 1
Windows XP 1 0 1
None 2 1 3
1 0 1
Total 3 1 4
2 0 2
Hardware None 4 0 4
2 0 2
Total 4 0 4
2 0 2
None Microsoft 2 0 2
Windows XP 0 0 0




High

Low

Medium

Total

PC/Laptop None Total 2 2
0 0

Total 9 10

4 4

Print/Copy/Sca Incident None 3 3
n/Fax 0 0
Total 3 3

0 0

Paper Jam None 1 1

0 0

Total 1 1

0 0

Total 4 4

0 0

27 28

6 6

Application Error None 1 1
0 0

Total 1 1

0 0

Reporting None 1 1

0 0

Total 1 1

0 0

Total 2 2

0 0

Network Error None 1 1
0 0

Total 1 1

0 0

Incident Novell Client 1 1

for 32-bit 0 0




High Low Medium Total
Network Incident Total 1 0 1
0 0 0
Total 2 0 2
0 0 0
4 0 4
0 0 0
_No Tier 2 None None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Total 2 0 2
0 0 0
2 0 2
0 0 0
Application None Microsoft Office 1 0 1
2003 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
PC/Laptop Hardware None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Performance None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 3 0 3
0 0 0
Print/Copy/Sca Incident Library Digital 1 0 1
n/Fax Recording 0 0 0
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Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

High Low Medium Total
Application None None 0 1 0 1
0.00 5.71 0.00 5.71
Total 0 1 0 1
0.00 5.71 0.00 5.71
Reporting None 0 1 0 1
0.00 0.76 0.00 0.76
Total 0 1 0 1
0.00 0.76 0.00 0.76
Total 0 2 0 2
0.00 3.24 0.00 3.24
PC/Laptop Hardware None 0 1 0 1
0.00 0.30 0.00 0.30
Total 0 1 0 1
0.00 0.30 0.00 0.30
Total 0 1 0 1
0.00 0.30 0.00 0.30
0 3 0 3
0.00 2.26 0.00 2.26
_No Tier 2 None Novell 0 1 0 1
GroupWise 0.00 0.24 0.00 0.24
Total 0 1 0 1
0.00 0.24 0.00 0.24
Total 0 1 0 1
0.00 0.24 0.00 0.24




High Low Medium Total
Application Error Novell 0 1 0 1
GroupWise 0.00 1.30 0.00 1.30
Total 0 1 0 1
0.00 1.30 0.00 1.30
Total 0 1 0 1
0.00 1.30 0.00 1.30
Mobile Devices Error BlackBerry 0 2 0 2
0.00 1.28 0.00 1.28
iPhone 0 2 0 2
0.00 1.83 0.00 1.83
Total 0 4 0 4
0.00 1.55 0.00 1.55
None iPhone 0 1 0 1
0.00 0.60 0.00 0.60
Total 0 1 0 1
0.00 0.60 0.00 0.60
Total 0 5 0 5
0.00 1.36 0.00 1.36
0 7 0 7
0.00 1.19 0.00 1.19
EIS Hardware Printer None 0 1 0 1
0.00 0.31 0.00 0.31
Total 0 1 0 1
0.00 0.31 0.00 0.31
Total 0 1 0 1
0.00 0.31 0.00 0.31
0 1 0 1
0.00 0.31 0.00 0.31
Application Error Mozilla Firefox 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00




High Low Medium Total
Application Password PGP 0 2 0 2
0.00 0.26 0.00 0.26
Total 0 2 0 2
0.00 0.26 0.00 0.26
Reporting Microsoft Word 0 1 0 1
0.00 0.03 0.00 0.03
None 1 1 0 2
5.93 0.10 0.00 3.02
PGP 0 1 0 1
0.00 0.07 0.00 0.07
Remedy 0 1 0 1
Service 0.00 0.13 0.00 0.13
Total 1 4 0 5
5.93 0.09 0.00 1.25
Total 1 7 0 8
5.93 0.13 0.00 0.91
Network Incident Novell Client 0 1 0 1
for 32-bit 0.00 0.01 0.00 0.01
Total 0 1 0 1
0.00 0.01 0.00 0.01
Password None 0 1 0 1
0.00 0.28 0.00 0.28
Total 0 1 0 1
0.00 0.28 0.00 0.28
Performance None 0 1 0 1
0.00 0.17 0.00 0.17
Total 0 1 0 1
0.00 0.17 0.00 0.17
Total 0 3 0 3
0.00 0.15 0.00 0.15
PC/Laptop Hardware None 0 1 0 1
0.00 0.09 0.00 0.09




High

Low

Medium

Total

PC/Laptop Hardware Total 0 1 0 1
0.00 0.09 0.00 0.09

Total 0 1 0 1
0.00 0.09 0.00 0.09

1 11 0 12

5.93 0.14 0.00 0.64

_No Tier 2 None None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1
0.00 0.00 0.00 0.00

Application Error Adobe 0 1 0 1
Contribute 0.00 0.98 0.00 0.98

None 0 0 1 1

0.00 0.00 0.05 0.05

Novell 0 1 0 1

GroupWise 0.00 0.05 0.00 0.05

Novell 0 1 0 1

Messenger 0.00 0.12 0.00 0.12

Total 0 3 1 4

0.00 0.38 0.05 0.30

None None 0 6 0 6
0.00 0.01 0.00 0.01

Total 0 6 0 6

0.00 0.01 0.00 0.01

Password Novell 0 1 0 1
GroupWise 0.00 0.54 0.00 0.54

Total 0 1 0 1

0.00 0.54 0.00 0.54

Reporting Novell 0 1 0 1
GroupWise 0.00 1.09 0.00 1.09




High

Low

Medium

Total

Application Reporting Total 0 1 0 1
0.00 1.09 0.00 1.09

Total 0 11 1 12
0.00 0.30 0.05 0.28

Network Error Novell Client 0 1 0 1
for 32-bit 0.00 0.80 0.00 0.80

Total 0 1 0 1

0.00 0.80 0.00 0.80

Incident None 0 1 0 1
0.00 0.21 0.00 0.21

Total 0 1 0 1

0.00 0.21 0.00 0.21

Performance None 0 1 0 1
0.00 0.71 0.00 0.71

Total 0 1 0 1

0.00 0.71 0.00 0.71

Total 0 3 0 3
0.00 0.58 0.00 0.58

PC/Laptop Hardware None 0 2 0 2
0.00 0.28 0.00 0.28

Total 0 2 0 2

0.00 0.28 0.00 0.28

None None 0 1 1 2
0.00 0.01 0.01 0.01

Total 0 1 1 2

0.00 0.01 0.01 0.01

Performance None 0 1 0 1
0.00 7.76 0.00 7.76

Total 0 1 0 1

0.00 7.76 0.00 7.76

Total 0 4 1 5
0.00 2.08 0.01 1.67




High Low Medium Total
0 19 2 21
0.00 0.76 0.03 0.68
Network Password Novell Client 0 2 0 2
for 32-bit 0.00 0.21 0.00 0.21
Total 0 2 0 2
0.00 0.21 0.00 0.21
Total 0 2 0 2
0.00 0.21 0.00 0.21
0 2 0 2
0.00 0.21 0.00 0.21
_No Tier 2 None Microsoft 0 1 0 1
Windows XP 0.00 0.03 0.00 0.03
None 0 1 0 1
0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.03 0.00 0.03
Total 0 2 0 2
0.00 0.03 0.00 0.03
Application Error Microsoft 0 2 0 2
Windows XP 0.00 0.42 0.00 0.42
None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.28 0.00 0.28
None None 0 3 0 3
0.00 0.03 0.00 0.03
Total 0 3 0 3
0.00 0.03 0.00 0.03
Password Citrix Secure 0 1 0 1
Access 0.00 0.34 0.00 0.34
Total 0 1 0 1
0.00 0.34 0.00 0.34




High

Low

Medium

Total

Application Reporting Microsoft Office 0 1 0 1
0.00 0.08 0.00 0.08

Windows 0 1 0 1

Media Player 0.00 6.40 0.00 6.40

Total 0 2 0 2

0.00 3.24 0.00 3.24

Total 0 9 0 9
0.00 0.86 0.00 0.86

Network Error None 0 1 0 1
0.00 0.10 0.00 0.10

Novell Client 0 1 0 1

for 32-bit 0.00 1.63 0.00 1.63

Total 0 2 0 2

0.00 0.86 0.00 0.86

Performance None 0 1 0 1
0.00 0.05 0.00 0.05

Total 0 1 0 1

0.00 0.05 0.00 0.05

Total 0 3 0 3
0.00 0.59 0.00 0.59

PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 1.39 0.00 1.39

None 0 2 1 3

0.00 1.62 0.28 1.17

Total 0 3 1 4

0.00 1.54 0.28 1.23

Hardware None 0 4 0 4
0.00 2.91 0.00 2.91

Total 0 4 0 4

0.00 2.91 0.00 2.91

None Microsoft 0 2 0 2
Windows XP 0.00 0.04 0.00 0.04




High

Low

Medium

Total

PC/Laptop None Total 0 2 0 2
0.00 0.04 0.00 0.04

Total 0 9 1 10

0.00 1.82 0.28 1.66

Print/Copy/Sca Incident None 0 3 0 3
n/Fax 0.00 0.03 0.00 0.03
Total 0 3 0 3

0.00 0.03 0.00 0.03

Paper Jam None 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 4 0 4

0.00 0.02 0.00 0.02

0 27 1 28

0.00 0.96 0.28 0.94

Application Error None 0 1 0 1
0.00 0.04 0.00 0.04

Total 0 1 0 1

0.00 0.04 0.00 0.04

Reporting None 0 1 0 1

0.00 0.28 0.00 0.28

Total 0 1 0 1

0.00 0.28 0.00 0.28

Total 0 2 0 2

0.00 0.16 0.00 0.16

Network Error None 0 1 0 1
0.00 0.14 0.00 0.14

Total 0 1 0 1

0.00 0.14 0.00 0.14

Incident Novell Client 0 1 0 1

for 32-bit 0.00 0.70 0.00 0.70




High Low Medium Total
Network Incident Total 0 1 0 1
0.00 0.70 0.00 0.70
Total 0 2 0 2
0.00 0.42 0.00 0.42
0 4 0 4
0.00 0.29 0.00 0.29
_No Tier 2 None None 0 2 0 2
0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
0 2 0 2
0.00 0.02 0.00 0.02
Application None Microsoft Office 0 1 0 1
2003 0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04
PC/Laptop Hardware None 0 2 0 2
0.00 0.27 0.00 0.27
Total 0 2 0 2
0.00 0.27 0.00 0.27
Performance None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.18 0.00 0.18
Print/Copy/Sca Incident Library Digital 0 1 0 1
n/Fax Recording 0.00 0.05 0.00 0.05




High Low Medium Total
Print/Copy/Sca Incident Total 0 1 0 1
n/Fax 0.00 0.05 0.00 0.05
Total 0 1 0 1
0.00 0.05 0.00 0.05
Hardware 0 1 0 1
0.00 2.85 0.00 2.85
0 1 0 1
0.00 2.85 0.00 2.85
0 1 0 1
0.00 2.85 0.00 2.85
0 6 0 6
0.00 0.58 0.00 0.58
Telecom Feature 0 1 0 1
0.00 0.83 0.00 0.83
Total 0 1 0 1
0.00 0.83 0.00 0.83
Voice Mail 2
0.31
2
0.31
3
0.48
3
0.48
89

0.79




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

High Low Medium Total
Application None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Reporting None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 0 0 0
PC/Laptop Hardware None 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
0 3 0 3
0 1 0 1
_No Tier 2 None Novell 0 1 0 1
GroupWise 0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Application Error Novell 0 1 0 1
GroupWise 0 0 0 0
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Application
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Total

Mobile Devices

EIS Hardware

Application

Error

BlackBerry

iPhone

Total

None

iPhone

Total
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Printer

None

Total

Total

Error

Mozilla Firefox

Total

Password
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High

Low

Medium

Total

Application

Password

Total

Reporting

Microsoft Word

None

PGP

Remedy
Service

Total

Total

Network

Incident

Novell Client
for 32-bit

Total

Password

None

Total

Performance

None

Total

Total

PC/Laptop

Hardware

None

Total




High

Low

Medium

Total

PC/Laptop Total 1 1
0 0

11 12

0 0

_No Tier 2 None None 1 1
0 0

Total 1 1

0 0

Total 1 1
0 0

Application Error Adobe 1 1
Contribute 0 0

None 0 1

0 0

Novell 1 1

GroupWise 0 0

Novell 1 1

Messenger 0 0

Total 3 4

0 0

None None 6 6
0 0

Total 6 6

0 0

Password Novell 1 1
GroupWise 0 0

Total 1 1

0 0

Reporting Novell 1 1
GroupWise 0 0

Total 1 1

0 0




High

Low

Medium

Total

Application Total 11 12
0 0
Network Error Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Incident None 1 1
0 0
Total 1 1
0 0
Performance None 1 1
0 0
Total 1 1
0 0
Total 3 3
0 0
PC/Laptop Hardware None 2 2
0 0
Total 2 2
0 0
None None 1 2
0 0
Total 1 2
0 0
Performance None 1 1
1 1
Total 1 1
1 1
Total 4 5
1 1
19




High

Low

Medium

Total

Network

_No Tier 2

Password

Novell Client
for 32-bit

Total

Total

None

Microsoft
Windows XP

None

Total

Total

Application

Error

Microsoft
Windows XP

None

Total

None

None

Total

Password

Citrix Secure
Access

Total

Reporting

Microsoft Office




High Low Medium Total
Application Reporting Windows 1 0 1
Media Player 1 0 1
Total 2 0 2
1 0 1
Total 9 0 9
2 0 2
Network Error None 1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Total 2 0 2
0 0 0
Performance None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 3 0 3
1 0 1
PC/Laptop Error Microsoft 1 0 1
Windows XP 0 0 0
None 2 1 3
1 0 1
Total 3 1 4
1 0 1
Hardware None 4 0 4
1 0 1
Total 4 0 4
1 0 1
None Microsoft 2 0 2
Windows XP 0 0 0
Total 2 0 2
0 0 0




High

Low

Medium

Total

PC/Laptop Total 9 10
2 2

Print/Copy/Sca Incident None 3 3
n/Fax 0 0
Total 3 3

0 0

Paper Jam None 1 1

1 1

Total 1 1

1 1

Total 4 4

1 1

27 28

7 7

Application Error None 1 1
0 0

Total 1 1

0 0

Reporting None 1 1

0 0

Total 1 1

0 0

Total 2 2

0 0

Network Error None 1 1
0 0

Total 1 1

0 0

Incident Novell Client 1 1

for 32-bit 0 0

Total 1 1

0 0
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Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

High Low Medium Total
Application None None 0 1 0 1
0.00 5.71 0.00 5.71
Total 0 1 0 1
0.00 5.71 0.00 5.71
Reporting None 0 1 0 1
0.00 0.79 0.00 0.79
Total 0 1 0 1
0.00 0.79 0.00 0.79
Total 0 2 0 2
0.00 3.25 0.00 3.25
PC/Laptop Hardware None 0 1 0 1
0.00 23.56 0.00 23.56
Total 0 1 0 1
0.00 23.56 0.00 23.56
Total 0 1 0 1
0.00 23.56 0.00 23.56
0 3 0 3
0.00 10.02 0.00 10.02
_No Tier 2 None Novell 0 1 0 1
GroupWise 0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27




High Low Medium Total
Application Error Novell 0 1 0 1
GroupWise 0.00 2.25 0.00 2.25
Total 0 1 0 1
0.00 2.25 0.00 2.25
Total 0 1 0 1
0.00 2.25 0.00 2.25
Mobile Devices Error BlackBerry 0 2 0 2
0.00 2.73 0.00 2.73
iPhone 0 2 0 2
0.00 4.71 0.00 4.71
Total 0 4 0 4
0.00 3.72 0.00 3.72
None iPhone 0 1 0 1
0.00 0.60 0.00 0.60
Total 0 1 0 1
0.00 0.60 0.00 0.60
Total 0 5 0 5
0.00 3.10 0.00 3.10
0 7 0 7
0.00 2.57 0.00 2.57
EIS Hardware Printer None 0 1 0 1
0.00 2.81 0.00 2.81
Total 0 1 0 1
0.00 2.81 0.00 2.81
Total 0 1 0 1
0.00 2.81 0.00 2.81
0 1 0 1
0.00 2.81 0.00 2.81
Application Error Mozilla Firefox 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00




High Low Medium Total
Application Password PGP 0 2 0 2
0.00 0.25 0.00 0.25
Total 0 2 0 2
0.00 0.25 0.00 0.25
Reporting Microsoft Word 0 1 0 1
0.00 0.03 0.00 0.03
None 1 1 0 2
5.93 0.10 0.00 3.02
PGP 0 1 0 1
0.00 0.07 0.00 0.07
Remedy 0 1 0 1
Service 0.00 0.13 0.00 0.13
Total 1 4 0 5
5.93 0.09 0.00 1.25
Total 1 7 0 8
5.93 0.12 0.00 0.95
Network Incident Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.28 0.00 0.28
Total 0 1 0 1
0.00 0.28 0.00 0.28
Performance None 0 1 0 1
0.00 0.17 0.00 0.17
Total 0 1 0 1
0.00 0.17 0.00 0.17
Total 0 3 0 3
0.00 0.18 0.00 0.18
PC/Laptop Hardware None 0 1 0 1
0.00 0.00 0.00 0.00




High

Low

Medium

Total

PC/Laptop Hardware Total 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1
0.00 0.00 0.00 0.00

1 11 0 12

5.93 0.13 0.00 0.71

_No Tier 2 None None 0 1 0 1
0.00 0.08 0.00 0.08

Total 0 1 0 1

0.00 0.08 0.00 0.08

Total 0 1 0 1
0.00 0.08 0.00 0.08

Application Error Adobe 0 1 0 1
Contribute 0.00 5.57 0.00 5.57

None 0 0 1 1

0.00 0.00 0.06 0.06

Novell 0 1 0 1

GroupWise 0.00 0.05 0.00 0.05

Novell 0 1 0 1

Messenger 0.00 0.12 0.00 0.12

Total 0 3 1 4

0.00 1.91 0.06 1.45

None None 0 6 0 6
0.00 0.05 0.00 0.05

Total 0 6 0 6

0.00 0.05 0.00 0.05

Password Novell 0 1 0 1
GroupWise 0.00 2.16 0.00 2.16

Total 0 1 0 1

0.00 2.16 0.00 2.16

Reporting Novell 0 1 0 1
GroupWise 0.00 1.09 0.00 1.09




High

Low

Medium

Total

Application Reporting Total 0 1 0 1
0.00 1.09 0.00 1.09

Total 0 11 1 12
0.00 0.85 0.06 0.78

Network Error Novell Client 0 1 0 1
for 32-bit 0.00 0.80 0.00 0.80

Total 0 1 0 1

0.00 0.80 0.00 0.80

Incident None 0 1 0 1
0.00 0.21 0.00 0.21

Total 0 1 0 1

0.00 0.21 0.00 0.21

Performance None 0 1 0 1
0.00 0.71 0.00 0.71

Total 0 1 0 1

0.00 0.71 0.00 0.71

Total 0 3 0 3
0.00 0.58 0.00 0.58

PC/Laptop Hardware None 0 2 0 2
0.00 0.03 0.00 0.03

Total 0 2 0 2

0.00 0.03 0.00 0.03

None None 0 1 1 2
0.00 0.05 0.04 0.04

Total 0 1 1 2

0.00 0.05 0.04 0.04

Performance None 0 1 0 1
0.00 7.76 0.00 7.76

Total 0 1 0 1

0.00 7.76 0.00 7.76

Total 0 4 1 5
0.00 2.24 0.04 1.75




High Low Medium Total
0 19 2 21
0.00 1.02 0.05 0.93
Network Password Novell Client 0 2 0 2
for 32-bit 0.00 0.21 0.00 0.21
Total 0 2 0 2
0.00 0.21 0.00 0.21
Total 0 2 0 2
0.00 0.21 0.00 0.21
0 2 0 2
0.00 0.21 0.00 0.21
_No Tier 2 None Microsoft 0 1 0 1
Windows XP 0.00 0.04 0.00 0.04
None 0 1 0 1
0.00 8.96 0.00 8.96
Total 0 2 0 2
0.00 4.50 0.00 450
Total 0 2 0 2
0.00 4.50 0.00 4.50
Application Error Microsoft 0 2 0 2
Windows XP 0.00 7.19 0.00 7.19
None 0 1 0 1
0.00 0.63 0.00 0.63
Total 0 3 0 3
0.00 5.00 0.00 5.00
None None 0 3 0 3
0.00 2.54 0.00 2.54
Total 0 3 0 3
0.00 2.54 0.00 2.54
Password Citrix Secure 0 1 0 1
Access 0.00 0.34 0.00 0.34
Total 0 1 0 1
0.00 0.34 0.00 0.34




High Low Medium Total
Application Reporting Microsoft Office 0 1 0 1
0.00 1.90 0.00 1.90
Windows 0 1 0 1
Media Player 0.00 6.40 0.00 6.40
Total 0 2 0 2
0.00 4.15 0.00 4.15
Total 0 9 0 9
0.00 3.47 0.00 3.47
Network Error None 0 1 0 1
0.00 3.03 0.00 3.03
Novell Client 0 1 0 1
for 32-bit 0.00 2.04 0.00 2.04
Total 0 2 0 2
0.00 2.53 0.00 2.53
Performance None 0 1 0 1
0.00 22.81 0.00 22.81
Total 0 1 0 1
0.00 22.81 0.00 22.81
Total 0 3 0 3
0.00 9.29 0.00 9.29
PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 1.39 0.00 1.39
None 0 2 1 3
0.00 15.85 1.93 11.21
Total 0 3 1 4
0.00 11.03 1.93 8.75
Hardware None 0 4 0 4
0.00 4.11 0.00 4.11
Total 0 4 0 4
0.00 4.1 0.00 4.11
None Microsoft 0 2 0 2
Windows XP 0.00 2.78 0.00 2.78




High

Low

Medium

Total

PC/Laptop None Total 0 2 0 2
0.00 2.78 0.00 2.78

Total 0 9 1 10

0.00 6.12 1.93 5.70

Print/Copy/Sca Incident None 0 3 0 3
n/Fax 0.00 2.00 0.00 2.00
Total 0 3 0 3

0.00 2.00 0.00 2.00

Paper Jam None 0 1 0 1

0.00 12.15 0.00 12.15

Total 0 1 0 1

0.00 12.15 0.00 12.15

Total 0 4 0 4

0.00 4.54 0.00 4.54

0 27 1 28

0.00 5.24 1.93 5.12

Application Error None 0 1 0 1
0.00 0.10 0.00 0.10

Total 0 1 0 1

0.00 0.10 0.00 0.10

Reporting None 0 1 0 1

0.00 0.28 0.00 0.28

Total 0 1 0 1

0.00 0.28 0.00 0.28

Total 0 2 0 2

0.00 0.19 0.00 0.19

Network Error None 0 1 0 1
0.00 0.36 0.00 0.36

Total 0 1 0 1

0.00 0.36 0.00 0.36

Incident Novell Client 0 1 0 1

for 32-bit 0.00 0.94 0.00 0.94




High Low Medium Total
Network Incident Total 0 1 0 1
0.00 0.94 0.00 0.94
Total 0 2 0 2
0.00 0.65 0.00 0.65
0 4 0 4
0.00 0.42 0.00 0.42
_No Tier 2 None None 0 2 0 2
0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
0 2 0 2
0.00 0.02 0.00 0.02
Application None Microsoft Office 0 1 0 1
2003 0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04
PC/Laptop Hardware None 0 2 0 2
0.00 0.27 0.00 0.27
Total 0 2 0 2
0.00 0.27 0.00 0.27
Performance None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.18 0.00 0.18
Print/Copy/Sca Incident Library Digital 0 1 0 1
n/Fax Recording 0.00 0.05 0.00 0.05




High

Low

Medium

Total

Print/Copy/Sca Incident Total 0 1 0 1
n/Fax 0.00 0.05 0.00 0.05
Total 0 1 0 1

0.00 0.05 0.00 0.05

Hardware 0 1 0 1

0.00 2.85 0.00 2.85

0 1 0 1

0.00 2.85 0.00 2.85

0 1 0 1

0.00 2.85 0.00 2.85

0 6 0 6

0.00 0.58 0.00 0.58

Telecom Feature 0 1 0 1
0.00 2.38 0.00 2.38

Total 0 1 0 1

0.00 2.38 0.00 2.38

Voice Mail 2

1.14

2

1.14

3

1.55

3

1.55

89

2.67

INC000000085973 _No Tier 2 None Novell GroupWise TIRMissed: No TIR: 0.24
Capitol Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.27
INC000000090400 _No Tier 2 None None TIR Missed: No  TIR: 0.02
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 8.96
INC000000090471 _No Tier 2 None None TIR Missed: No  TIR: 0.02
Operations Production Control Community and Culture  Low Closed TTR Missed: No  TTR: 0.02
INC000000092352 _No Tier 2 None None TIR Missed: No  TIR: 0.02
Operations Production Control Community and Culture  Low Closed TTR Missed: No  TTR: 0.02




INC000000101365 _No Tier 2 None Microsoft Windows XP Pi TIR Missed: No  TIR: 0.03
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.04
INC000000103442 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.08
Application
INC000000071067  Application None None TIR Missed: No TIR:  0.03
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 3.63
INC000000084177  Application Error Novell GroupWise TIR Missed: No  TIR: 0.05
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.05
INC000000086822  Application Password PGP TIRMissed: No TIR: 0.14
Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.00
INC000000087102  Application Error Adobe Contribute TIR Missed: No TIR:  0.98
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 5.57
INC000000087239  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.06
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 13.00
INC000000087576  Application None None TIR Missed: No TIR:  0.03
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 0.04
INC000000088745  Application None None TIR Missed: Yes TIR: 5.71
Application Support Community and Culture  Low Closed TTR Missed: No  TTR: 5.71
INC000000088802  Application Reporting None TIR Missed: No TIR: 5.93
Help Desk Community and Culture  High Closed TTR Missed: No  TTR: 5.93
INC000000089894  Application Reporting None TIRMissed: No TIR: 0.28
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.28
INC000000091041  Application Error None TIR Missed: No TIR:  0.04
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.10
INC000000091429  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.79
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 1.38
INC000000091901  Application Password PGP TIR Missed: No TIR:  0.38
Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.38
INC000000093113  Application None None TIRMissed: No TIR:  0.02
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.03
INC000000094280  Application Reporting None TIRMissed: No TIR: 0.76
Application Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.79
INC000000095136  Application Reporting PGP TIRMissed: No TIR:  0.07
Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.07
INC000000095442  Application Reporting Microsoft Office TIR Missed: No TIR: 0.08
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 1.90
INC000000095681  Application None None TIRMissed: No TIR:  0.01
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.98
INC000000096065  Application Reporting Novell GroupWise TIR Missed: Yes TIR: 1.09
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 1.09
INC000000096226  Application Password Citrix Secure Access Gat TIRMissed: No TIR: 0.34
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 0.34
INC000000096335  Application Reporting None TIR Missed: No TIR:  0.10
Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.10
INC000000096686  Application Password Novell GroupWise TIR Missed: No TIR: 0.54
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 2.16
INC000000097637  Application Error None TIR Missed: No TIR:  0.00



Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.63
INC000000097658  Application None None TIR Missed: No TIR:  0.04
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 3.00
INC000000098146  Application Reporting Remedy Service Reques TIR Missed: No  TIR: 0.13
Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.13
INC000000098273  Application Reporting Windows Media Player TIR Missed: Yes TIR: 6.40
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: Yes TTR: 6.40
INC000000098300  Application Reporting Microsoft Word TIR Missed: No  TIR: 0.03
Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.03
INC000000098496  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.30
Capitol Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 2.25
INC000000099117  Application None None TIRMissed: No TIR:  0.01
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.04
INC000000100635  Application None Microsoft Office 2003 Prc TIR Missed: No TIR: 0.04
Rural South Desktop Support  Community and Culture  Low Resolved TTR Missed: No TTR: 0.04
INC000000102599  Application Error None TIRMissed: No TIR: 0.05
Metro A Desktop Support Community and Culture  Medium Resolved TTR Missed: No TTR: 0.06
INC000000104260  Application None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.10
INC000000104262  Application None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.07
INC000000104264  Application None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.02
INC000000104270  Application Error Novell Messenger TIR Missed: No TIR: 0.12
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.12
INC000000104533  Application Error Mozilla Firefox TIR Missed: No TIR: 0.00
Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.00
EIS Hardware
INC000000089696  EIS Hardware Printer None TIR Missed: No TIR:  0.31
Diebold Community and Culture  Low Closed TTR Missed: No  TTR: 2.81
Mobile Devices
INC000000091500  Mobile Devices Error BlackBerry TIR Missed: Yes TIR: 1.79
Capitol Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 4.68
INC000000095736  Mobile Devices Error BlackBerry TIR Missed: No  TIR: 0.77
Capitol Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.77
INC000000096052  Mobile Devices None iPhone TIR Missed: No TIR:  0.60
Capitol Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.60
INC000000096963  Mobile Devices Error iPhone TIR Missed: No TIR:  0.50
Capitol Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 5.62
INC000000098797  Mobile Devices Error iPhone TIR Missed: Yes TIR: 3.16
Capitol Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 3.81
Network
INC000000086971  Network Performance None TIRMissed: No TIR: 0.17
Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.17
INC000000087322  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.63
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 2.04
INC000000089954  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.80
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.80




INC000000094345  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.35
Metro A Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.35
INC000000094843  Network Performance None TIR Missed: No  TIR: 0.05
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: Yes TTR: 22.81
INC000000095799  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.06
Metro A Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.06
INC000000096089  Network Password None TIRMissed: No TIR: 0.28
Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.28
INC000000098630  Network Error None TIR Missed: No TIR: 0.10
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 3.03
INC000000100838  Network Incident None TIRMissed: No TIR:  0.21
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.21
INC000000102131  Network Error None TIRMissed: No TIR: 0.14
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.36
INC000000102200  Network Incident Novell Client for 32-bit W TIR Missed: No TIR: 0.01
Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.00
INC000000102869  Network Incident Novell Client for 32-bit W TIR Missed: No TIR: 0.70
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.94
INC000000103788  Network Performance None TIR Missed: No  TIR: 0.71
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.71
PC/Laptop
INC000000086270  PC/Laptop Error None TIR Missed: Yes TIR: 3.17
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 31.61
INC000000088201  PC/Laptop Hardware None TIR Missed: No TIR:  0.30
Application Support Community and Culture  Low Closed TTR Missed: Yes TTR: 23.56
INC000000089729  PC/Laptop None None TIRMissed: No TIR:  0.01
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.05
INC000000090205  PC/Laptop None Microsoft Windows XP Pi TIR Missed: No TIR: 0.03
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.85
INC000000090214  PC/Laptop Hardware None TIR Missed: No TIR:  0.03
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 0.74
INC000000090820  PC/Laptop Hardware None TIR Missed: No TIR:  0.03
INC000000090820  PC/Laptop Hardware None TIR Missed: No TIR:  0.53
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 0.04
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.00
INC000000091101 PC/Laptop None Microsoft Windows XP Pi TIR Missed: No TIR: 0.05
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 4.70
INC000000091371 PC/Laptop Error Microsoft Windows XP Pi TIR Missed: Yes TIR: 1.39
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 1.39
INC000000091673  PC/Laptop Hardware None TIR Missed: No TIR:  0.09
Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.00
INC000000094687  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Community and Culture  Low Closed TTR Missed: No  TTR: 0.00
INC000000094847  PC/Laptop Hardware None TIRMissed: No TIR: 0.05
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 4.16
INC000000096439  PC/Laptop Performance None TIR Missed: Yes TIR: 7.76
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 7.76
INC000000096462  PC/Laptop None None TIRMissed: No TIR:  0.01



Metro A Desktop Support Community and Culture ~ Medium Closed TTR Missed: No  TTR: 0.04
INC000000098413  PC/Laptop Performance None TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Community and Culture  Low Resolved TTR Missed: No TTR: 0.00
INC000000100597  PC/Laptop Hardware None TIRMissed: No TIR:  0.54
Rural South Desktop Support  Community and Culture  Low Resolved TTR Missed: No TTR: 0.54
INC000000100948  PC/Laptop Hardware None TIR Missed: Yes TIR: 9.88
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: Yes TTR: 9.88
INC000000101506  PC/Laptop Error None TIRMissed: No TIR: 0.28
Metro B Desktop Support Community and Culture  Medium Resolved TTR Missed: No TTR: 1.93
INC000000101905  PC/Laptop Hardware None TIR Missed: Yes TIR: 1.66
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: No TTR: 1.66
INC000000103320  PC/Laptop Error None TIRMissed: No TIR:  0.07
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.09
Print/Copy/Scan/Fax
INC000000088744  Print/Copy/Scan/Fax Paper Jam None TIR Missed: No TIR:  0.00
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 12.15
INC000000089147  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.02
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 2.53
INC000000094223  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.05
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 3.24
INC000000096435  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.02
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.22
INC000000102804  Print/Copy/Scan/Fax Incident Library Digital Recording TIR Missed: No TIR: 0.05
Rural South Desktop Support  Community and Culture  Low Resolved TTR Missed: No TTR: 0.05
Server
INC000000091259  Server Hardware None TIR Missed: Yes TIR: 2.85
Rural South Desktop Support  Community and Culture  Low Closed TTR Missed: No  TTR: 2.85
Telecom
INC000000079556  Telecom Feature None TIR Missed: No TIR: 0.83
Voice Operations Community and Culture  Low Closed TTR Missed: No  TTR: 2.38
INC000000092659  Telecom Voice Mail None TIR Missed: No TIR: 047
Voice Operations Community and Culture  Low Closed TTR Missed: No  TTR: 047
INC000000102669  Telecom Voice Mail None TIRMissed: No TIR: 0.14
Voice Operations Community and Culture  Low Resolved TTR Missed: No TTR: 1.81




